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The Electronic Government (EG) came from the urge of the 
government to give a more efficient, fast and effective 
services to the publics. Launched in 1997, EG is one of the 
seven flagship applications listed in Multimedia Super 
Corridor (MSC) project. The five pilot projects of EG are 
electronic delivery of driver and vehicle registration, 
licensing and summons; electronic procurement; generic 
office environment (GOE); and human resource 
management information system (HRMIS). There a lot of 
rumors regarding the success and failures of the EG 
implementation. The EG implementation is viewed as slow 
and far left behind the schedule. Therefore, this study is 
interested in looking at the EG implementation in one of the 
five pilot projects, that is electronic delivery of driver and 
vehicle registration, licensing and summons in JPJ. The 
study covers on the identifying what are the services being 
offered by JPJ electronically or on line, the staffs 
awareness on the existence of EG, their readiness on 
adopting EG and the advantages from this implementation. 
The finding shows that not all targeted services in EG 
blueprint are successfully implemented electronically or 
available online. Besides, there are still staffs who do not 
aware of the existence of EG, as less exposure were given 
to them. The training received by he staffs was not enough, 
and not all of them were given EG - related training. 
However, despite of this, the EG implementation were 
proven to give a lot of benefits to departments as well as 




The advent the information age promises a new world 
order where information, ideas, people, goods and 
services move across borders in the most cost-
effective and liberal ways. To enter this information 
age, the Government of Malaysia introduced the 
Multimedia Super Corridor (MSC) in 1996 so that the 
nation could avail itself to the full explosive potential 
of information technology and multimedia. Its 
objective is to help spearhead economic development 
as the nation moves towards achieving Vision 2020. 
The MSC acts as catalyst for the fusion of ideas in 
management, research, manufacturing, and a channel 
for the dissemination of information and multimedia-
based products.( http://www.mampu.gov.my) The 
Government of Malaysia has identified seven 
multimedia flagship applications to be in the MSC by 
the year 2000 that is, electronic government, national 
multipurpose smart card, smart schools, telemedicine, 
borderless marketing centers, would wide 
manufacturing webs and research and development 
clusters. 
 
The focus of EG in Malaysia is on the effectively and 
efficiently delivering services from the people of 
government, to people of Malaysia, enabling 
government to become more responsive to the needs 
of its citizens.(MAMPU,1997).  
 
The five pilot projects of EG are electronic delivery 
of driver and vehicle registration, licensing and 
summons; electronic procurement; generic office 
environment (GOE); and human resource 
management information system (HRMIS). 
 
2.0 OBJECTIVE OF THE STUDY 
• To identify the type of e-services that has been 
implemented in JPJ 
• To find out the staffs awareness and readiness for 
E-Government implementation in their 
department 
• To identify the advantages of E- Government 
implementation in JPJ departments 
 
3.0 SIGNIFICANT OF THE STUDY 
• To reveal the impact of EG in JPJ, especially on 
the advantages of EG. 
• To suggest the way of improvement of e-services 
in JPJ 
• To create awareness to the citizens of the e-
services available in JPJ 
• As an additional contribution to the academic 
references in the field of public administration 
and EG. 
 
4.0 LITERATURE REVIEW 
 
4.1 E-Government 
Reschenthaler and Thompson 1996 study, as quoted 
in Janice Burn and Greg Robins (2003) in their 
research about “Moving towards e-government: a 
case study of organizational change processes” 
quoted that, the E-Government is the information 
revolution and its effects on modern society and 
economics. Government views the increasing use of 
IT in government as the latest in a series of great 
transformations that have refashioned government. E-
government could be defined as governments' efforts 
to provide citizens with the information and services 
they need, using a range of information and 
communication technologies. Luling (2001) also 
quoted in Janice Burn and Greg Robins (2003) 
defines e-government as "online government 
services, that is, any interaction one might have with 
any government body or agency, using the Internet or 
the World Wide Web". 
 
Gartner (2000), as quoted in Martin.F (2000) on 
broadly defined E-government as continuous 
optimization of service delivery, constituency 
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participation and governance by transforming internal 
and external relationships through technology, the 
internet and new media. Its also can be defined in 
narrow sense by Department of Information 
Resources, State of Texas, January 2001, as activities 
that takes place over electronic communications 
among all levels of government, citizens, and the 
business community, including acquiring and 
providing products and services, placing and 
receiving orders, providing and obtaining information 
, and completing financial transactions. 
 
According to Malaysian Administrative 
Modernisation and management Planning Unit 
(MAMPU) with the task of introducing 
administrative reforms in the public sector to upgrade 
the quality, efficiency and effectiveness of the 
Malaysian public service in accordance with national 
goals, EG is a multimedia networked paperless 
government administration that enables efficient and 
effective inter and intra agency operations as well as 
facilitates both citizen and business and access to 
government services. There are plans for a 
Centralized Data Centre, where all EG servers in 
Putrajaya will be located at one data centre. The EG 
Developers’ Group will also be formalized, to co-





Electronic government refers to the delivery of 
government information and services online through 
the Internet and other digital mean (West 2001). With 
the advent of digital technology in the 1990s, many 
governmental units have embraced the computer 
revolution and are putting publications, databases and 
government services online for citizen use (Deloitte 
Research, 2000). The emergence of this news form of 
information and service delivery poses opportunities 
for academic research on government performance 
and public opinion.  
 
As with any social innovation in information 
technology, the success of e-government will depend 
largely on the acceptance of users. Many 
governmental Web sites are designed for three groups 
of intended users: citizens in general, governmental 
employees, and business partners for governments. It 
is reasonable to state that citizens are the most 
important users of e-government  
 
4.2 Benefit of implementing E-Government 
EG provide many opportunities to improve the 
quality service to the citizen. Citizens should be able 
to get service or information in minutes or hours 
versus today’s standard of days or weeks. Citizens, 
businesses and state and local governments should be 
able to file required reports without having to hire 
accountants and lawyers. Government employees 
should be able to do their work as easily, efficiently 
and effectively as their counterparts in the 
commercials world (Mark Forman, 2002) 
 
The benefit of EG include build easy to find and easy 
to use that make it easy for citizens to access high 
quality government services (Mark Forman, 2002). 
Besides, they are also make it easier for states and 
localities to meet reporting requirements and 
participate as full partners with the federal 
government in citizen services, while enabling better 
performance measurement, especially for grants. 
Other levels of government will see significant 
administrative savings and will be able to improve 
program delivery because more accurate date is 
available in a timely fashion (Mark Forman, 2002). 
 
Using EG also can make better use of modern 
technology to reduce costs and improve quality of 
federal government agency administration, by using 
industry best practices in areas such as supply-chain 
management, financial management and knowledge 
management. Agencies will be able to improve 
effectiveness and efficiency, eliminating delays in 
processing and improving employee satisfaction on 
retention (Mark Forman, 2002). 
 
EG will also upgrade the level of connectivity 
between agencies as well as that of individuals within 
agencies. Processes and work systems can thus be 
improved. In addition, the speed quality of decision 
making will be enhanced dramatically due to the 
smooth flow of information, easily accessible through 
up-to-date databases. EG applications will enable the 
use of analytical and decision support tools to analyze 
complex problems, facilitating better decisions and 
assisting in formulating realistic public policies. 
Ultimately, EG will result in Government being more 




At the Federal level, legislation was enacted to 
eliminate paperwork, mandating that agencies across 
the board develop procedures to accept electronic 
documents as they would paper. The Government 
Paperwork Elimination Act (GPEA; 1998) aims to 
improve citizen service through the use of 
information technology and to automate processes 
that will save government time and money. The 
GPEA directs government agencies to provide public 
access to government services and documents and the 
option to submit government forms electronically. 
This legislation provides the need and impetus for 
finding innovative solutions to the challenge of 
reducing paperwork and accessing data (Russell A. 
Sabella, PhD). 
 
Russell A. Sabella on his Phd report wrote, to meet 
this challenge, e-Government requires technology 
that can easily create electronic forms out of existing 
paper forms, compliant with all regulatory 
requirements about layout and data-element 
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validation (i.e., providing security and protecting 
privacy). It also needs technology that can take data 
extracted from e-forms as well as from external 
sources and use it to generate documents in multiple 
formats — such as print, fax, e-mail or Web — to suit 
the user’s particular needs and preferred channel of 
communication. For example, software is needed to 
eliminate manual and paper-based processes by 
capturing, routing and tracking information 
electronically. One solution, intelligent e-forms, help 
people save money, improve service and increase 
productivity by reducing printing costs, storage costs 
and time spent processing data - all of which increase 
"time-to-market." 
 
With the help of various companies, many federal 
and state agencies converted multiple paper forms to 
e-forms and turned paper processes into e-processes 
within a standard and secure electronic environment. 
For example, the U.S. Social Security Administration 
is able to reduce turn-around times for beneficiaries 
while saving $10 million in costs. By implementing 
automated e-processes in its child-support services, 
The Commonwealth of Pennsylvania is now able, for 
the first time, to share information effectively 
between counties through a set of standard e-forms. 
And, in the state of Wisconsin, the Department of 
Forms Administration has developed a central Web-
forms repository and 14 administrative e-processes, 
ranging from expense and time reporting to federal 
grant processing, touching over 40 agencies and 
25,000 state employees (Jetform Corporation, 2000). 
 
5.0 RESEARCH METHODOLOGY 
 
5.1 Survey Sample 
The sample of this study consists of JPJs branch in 
northern region, which are JPJ of Perlis, Kedah and 
Penang. Cumulatively, altogether we have seven 
branches, which are Jejawi, Mergong, Kanchut, 
Sungai Petani, Kulim, Langkawi, Seberang Jaya and 
Batu Uban.  
 
5.2 Method of Data Collection 
Mainly there are two instruments of survey. One is 
questionnaires and the other is structured interview. 
These two forms of data collection were carried out 
simultaneously with representatives that we have 
identified.  
 
The questionnaires were answered by JPJs related 
staffs. In order to maximise the response rate, we 
went to every JPJ and distribute the questionnaires 
ourselves. In all eight JPJs, we distributed the 
questionnaires randomly in our targeted divisions 
which are administration, finance, and driver and 
vehicle licensing and registration. Personnel that have 
been interviewed include the branch managers and 
head of divisions. The questionnaires are divided into 
four sections; A to D 
 
Section A contains the respondents’ demographic 
information. 
Section B reveals the respondents’ awareness and 
their readiness towards EG implementation.. 
Section C covers the services that are available online 
or electronically.  
Section D identify the advantages or benefits of 
implementing EG in JPJs as according to the 
respondents’ perceptions.  
 
6.0 FINDING AND DISCUSSION 
 
In those eight branches, we successfully distributed 
our questionnaires to 120 respondents and the 
responds rate is nearly 100 percent, where we get the 
returned questionnaires of 114. Below are the finding 
of the studies 
 
Awareness and Readiness Towards EG 
Implementation 
This section is to find out about the staff’s awareness 
and whether they were ready or not to adopt with the 
changes brought by the electronic wave.  
 
Table 1:  Staff’s awareness on EG implementation 
  Variables Frequency % 
Yes 138 95.8 
Aware No 6 4.2 
Total  144 100 
 
The respondents were asked whether they are aware 
of the EG implementation in their departments. The 
result (Table 1) was very positive, where 95.8 percent 
of them admitted to be aware of the EG 
implementation. However, they were still few of 
them, 4.2 percent, which not even aware what are 
happening in their work place.  
 
Table 2: Staff’s understanding on EG 
Yes 76 52.8 
Little 64 44.4 Understand of EG 
No 4 2.8 
Total  144 100 
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Even though nearly all of the respondents aware on 
the EG implementation, this does not mean they 
understand what is going on. The result of this survey 
(Table 2) shows that only 52.8 percent understand 
what is EG, while 44 percent of them only have a 
little understanding on what EG is. Suppressing, there 
are 2.8 percent from the respondents, who know 
nothing on EG.   
 
Table 3: Exposure on EG 
  Variables Frequency % 
Yes 80 55,6 Exposure before 
implementation No 64 44,4 
Total  144 100 
 
There are reasons why there were respondents who 
does not know anything on EG or know very little 
about EG. One of the reason is the exposure on EG 
before it was implemented. From the interview with 
the some of the respondents, they revealed that they 
were never be given any briefing regarding what in is 
meant by EG and its implementation in their work 
place. Even if they are exposed, that knowledge came 
from the news and exposure through media such as 
television and newspapers.  
 
Table 4: Environment Preferred 
  Variables Frequency % 
Before EG 7 4.9 Environment 
Preferred After EG 137 95.1 
Total  144 100 
 
When the respondents be given the opportunity to 
choose which environment they preferred, before of 
after the EG implementation, most of them (95.1%) 
chose after the EG implementation. The detailed 
result is shown in Table 4. A little discussion with 
respondents reveal that the technology brought by EG 
ease their works a lot. 
 
Table 5: Training Availability 
  Variables Frequency % 
Yes 49 34 
Training No 95 66 
Total  144 100 
 
Training is one of the important elements in order to 
prepare the staffs with the changes in their working 
style and environment. Even though training is 
essential, however, only 34 percent (as per Table 5) 
have received training while the rest have no training 
at all. During the interview session, they mentioned 
that as for the system such as SIKAP, they only given 
the manual, and they practice themselves.  
In MAMPU blueprint (1997), the training program is 
divided into four distinct levels of skills, which were 
designed to maximize the impact and efficiency of 
training throughout government. Those four are basic 
understanding of uses of technology, basic IT 
literacy, application specific know-how and deep 
technical knowledge and IT management.  
 
Table 6: Type of Training 
Type of training Frequency % 
  N = 49  
a. Basic understanding of uses of technology in the department 34 69.4 
b. Basic IT literacy  15 32.6 
c. Application specific know-how 22 44.9 
d. Deep technical knowledge and IT management 6 12.1 
e. Others 0 0 
 
a. Basic understanding of uses of technology in 
the department 
This type of training was in the form of mass 
communication and general education initiatives 
to raise the awareness of IT within government. 
The survey shows that only 23.6 percent of the 
respondents who actually received training have 
attended this kind of training.  
 
b. Basic IT literacy 
Out of 49 respondents, only 15 of them have 
received this type of training. This training are 
suppose to be given to IT users who interface 
with off the shelf packages such as e-mail, word 
processors and spreadsheets. The IT literacy 
should involve making users familiar with basic 
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functionality of both the hardware and software 
available to them.  
 
c. Application specific know-how 
Some of the employees will be using more 
complicated, process specific application that 
addresses the core process of their agencies. 
These users of more complex applications will 
receive application specific training in order to 
perform the functions and maximize its benefits. 
As for the JPJs, their have their own application 
system, that being used widely, called SIKAP. 
Besides, the also have an e-registration system 
called e-Daftar, that share the information with 
the vehicle manufacturers. Even though they do 
have specific applications to perform their 
functions, only 15.3 percent from 49 respondents 
received this kind of training.  
 
d. Deep technical knowledge and IT management 
IT  managers, system administrators and 
maintenance staff need a deep technical 
knowledge and IT management skills in order to 
manage and maintain the new IT environments 
resulted from the EG implementation. However, 
those groups of people represent a small portion 
of the employees in their department. The same 
goes to JPJs. That is the reason why only 6 
respondents have involved in such training.  
 
Table 7: Sufficiency of Training 
  Variables Frequency % 
Yes 7 14.3 Enough training No 42 85.7 
Total  49 100 
 
From the total of 49 respondents who have received 
training related IT, only 14.3 percent of them 
satisfied, while the rest still feel that they need more 
training than they have received. 
 
Online/ Electronic services 
MAMPU, it is blueprint, list down targeted services 
to be available electronically or and online in phase 
one and phase to as shown in Table 8 below. As for 
some of the services below were targeted to be 
assessed on - line by the public, however, only few of 
those services are successfully implemented online.  
 
Referring to the table below (Table 8), most of the 
services are available electronically. This is because, 
most of it are already available in their shared system; 
SIKAP. SIKAP stand for ‘Sistem Informasi 
Kenderaan dan Pemandu’. The core objectives of the 
system are to give faster and more efficient counter 
services, to create and maintain a complete repository 
record for transactions, to increase productivity and 
empower IT for all JPJ personnel. Among the main 
features of SIKAP are that the information in the 
system can be updated online, centralized database 
system, distributed processing system ( in each 
branch), common application in all branches, 
integrations with other applications and has its own 
data recovery.  As for security purposes, the related 
staffs are given ID and passwords, besides their 
access to the system are limited to their level of 
responsibility.  
 
Since its implementation, the system has gone 
through a lot of changes and improvement until now. 
Branch does not have control on the development or 
modification of the system. The development and 
updating process are done in the head quarters, being 
tested, and then finally distributed to all branches. 
Any problems or feedbacks will be sent to the head 
quarters for any actions. 
 
This system also links with other government 
agencies, as JPJs assess some information from them 
such as vehicle manufacturer (through vehicle 
identification number), vehicle distributors (through 
e-registration system) and PDRM. Even though there 
is such links, and the data is being assessed and 
distributed to the other agencies, most of the time, it’s 
JPJ who access their system but not the otherwise. 
For example, we can check the blacklisted drivers in 
PDRM system but PDRM can not access JPJs 
system. It can be said that it is more of one way flow 
of information rather than two ways. This could be 
due to the security reasons.  
 
Table 8: Online (O) / Electronic (E) Services 






License     
i) License issuance E- Form E   
 Data input E   
 Data submission E   
 Data processing E   
 Payment    
 Output service E   
ii) License renewal E- Form E E  
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 Data input E E  
 Data submission E E  
 Data processing E E  
 Payment  E  
 Output service E E  
iii) License change of 
information 
E- Form E   
 Data input E   
 Data submission E   
 Data processing E   
 Payment    
 Output service E   
iv) License information display  General information E   
 Personal inquiries E   
 Application status tracking E   
Summons     
i) Summons payment Summons access E   
 Payment    
 Process E   
 Account update E   
 Output E   
ii) Information update Compound      E   
 Court cases E   
iii) Information display General information    
 Personal summon inquiries E/ O E/ O E /O 
Vehicle     
i) Vehicle registration E- Form E   
 Data input E  E 
 Data submission E   
 Data processing E   
 Payment    
 Output service E   
ii) Road tax issuance and 
renewal 
E- Form E   
 Data input E   
 Data submission E   
 Data processing E   
 Payment    
 Output service E   
iii) Vehicle information display General information display         
 Personal accounts inquiry  E   
 
There are reasons why most of the services above 
cannot be reached online by citizens. Online here 
means through the Internet or World Wide Web 
(WWW). This survey is regarding the JPJs in 
northern area only. In fact, among these three states, 
only Kedah and Penang have their own websites. In 
these two websites, only general information is 
available online, and basically the information is only 
regarding their branch. There are no online services 
provided there. Even though most of the services 
above cannot be done online through the branch 
websites, some of these services can be reach through 
other EG service providers such as myeg.com, 
eservices.com and rileks.com. Example of the service 
is summon payment. This payment can be done 
online by registering with myeg or eservice, and 
payment is made using visa or credit card. 
 
Section D: Effects or Advantages of EG 
Implementation 
The survey questionnaire asked respondents to 
demonstrate how they felt about the effects or 
advantages of EG implementation. It was found that 
27.1% and 47.2% of the respondents strongly agree 
and agree respectively that EG implementation can 
reduce department cost, 11.8% neutral, whilst 0.42% 
and 0.97% of the respondents were disagree and 
strongly disagree respectively that the EG 
implementation can reduce department cost. The rest 
of the results are shown in table 9 below: 
From the table, we can conclude that most of the 
respondents felt that the EG implementation gives a 
lot of benefits to their department, such as reducing 
the costs, reduce processing time, increase their 
collection, reduce workload, and increase job 
satisfaction. All in all, majority of them agreed that 
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the benefits of EG implementation out weight its 
costs. These findings are tally with what reported in 
the literature review, such as from (Mark Forman, 
2002) and (Russell A. Sabella, PhD). 
 
Table 9: Effects or Advantages of EG Implementation 
Number (and proportion) of respondents that responses to the 
question on effects of EG implementation based on their 
experience 
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Suggestion to improve EG 
In addition, the respondents were asked to give their 
view and suggestions for EG improvement. Their 
remarks put forward that EG should: (1) set up a link 
with other government agencies, especially the 
agency that they always deal with, such as Custom 
agency; (2) provide more computer courses and EG 
exposure to all staffs; (3) equip more IT facilities 
such as computers and printers; and (4) entail R&D 
and upgrade the technology used. 
 
7.0 OTHER FINDINGS 
 
Beside the above results, there was also some extra 
information gathered through the interview sessions.  
 
1. Other e-systems 
As mentioned above, SIKAP also links with other 
agencies, through few types of e-system. This system 
is also to have links with other type of e-systems. 
Some of them are already implemented, while the rest 
are still in panning. Those e-systems are as follows; 
 
                                      E-Registration 
 






                                E-FIS               






VIN (Vehicle Identification Number) 
Every vehicles has their own unique number, or in 
other word, like a birth certificate for the vehicle. 
Among the information available in this certificate 
are the chassis number, Engine number, body type 
and year. With the availability of the VIN system, the 
manufacturer no more have to go to JPJ and, bring 
the certificate and register with JPJ. What 
manufacturers can do is only keys in the information 
in their system that links to JPJ system. During 
registration, JPJ staffs only do checking of the 
number by retrieve all the information through their 
system. 
 
E-Registration and E-Payment 
E –Registration and E-Payment is basically targeted 
for vehicle distributors. The vehicle distributor can 
register the car online, by linking their system to JPJ 
system. The distributor will submit all the elated 
information about vehicles such as the type of car, the 
owner and the insurance information to the JPJ. JPJ 
system then will register the vehicle and submit back 
information regarding to registration such as 
registration number, time and date of registration. As 
for the E-Payment, suppose, the payment can be 
made online too, but as for this moment this service 
or system is still not functioning.  
 
E-Insurance 
This system was launched on 5th of October 2004, to 
facilitate and speed up the registration of vehicles and 
renewal of Motor Vehicle Licences (LKM) without 
the need to produce insurance cover notes. Through 
the JPJ eInsurans, all information on insurance 
coverage would be channeled electronically by the 
insurance companies to the Road Transport 
Department (JPJ). The Transport Minister Datuk Seri 
Chan Kong Choy said that this system was developed 
to ensure integrity, accuracy and correctness of the 
information given, besides addressing the problems 
of forgery of insurance cover notes.  
 
E-Kastam 
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This system is for the registration of the imported car. 
Without link with Kastam, it is so hard for JPJ to 
know whether the custom duty is actually settled or 
not. Besides, there are cases of forge documents such 
as custom forms of Excise 7, and form K1/K9. Since 
there is no custom representative at JPJ site, the JPJ 
staff cannot identify the originality of the form and 
detect any forgery. Even though the system is very 
vital in term of its effect, however, this system is not 
yet implemented as well.  
 
E-Service (for licensing) 
E-Service is related to the process of producing a new 
driving license. E- Service involves several parties 
such as the service suppliers (JPJ), gateway providers 
(Speed, KOMMS and MyEG), service providers and 
banks. Basically this e-system is being outsourced to 
the Driving Institutes.   
 
2. Problems faced 
There are few problems faced in implementing and 
adopting EG. Among other things, the respondents 
were commenting on the facilities available. In order 
to cope with new technologies, they must also be 
equipped with the appropriate and up-to-date 
facilities, especially in term of hardware. Computer 
should be upgraded or changed into a faster and high 
memory one, no more dot matrix printers and so on.  
 
Beside above, the implementation of the other e-
system proposed is so important in term of its usage, 
such as e-Kastam. This system should be 
implemented soon, so that the process can become 
easier and fraud can be reduced. The respondents 
said, there is some information that they need to 
assess from Custom Department, such as duty import 
payment, in order for them to release the vehicles.  
Another problem the respondents raised was on the 
backup or system recovery. In a simple word, there is 
no recovery system during the offline period. When 
the system is down or off, most of the transactions 
cannot be carried out.  
 
3. IT Literacy 
IT literacy is so vital in any organization, especially 
organization that uses technology such as JPJ. In JPJ, 
even though there are IT division in their department 
and they were exposed to some training, they seem to 
let their IT knowledge lying idle, practically. The 
development of the branch websites is the greatest 
example. Not all JPJ branches have their own 
website. Even if they have, the webpage was not 
designed by their own IT people, but was outsourced 
to the outsiders. As a result, these web pages were not 




The use computer and E media become vital in all the 
organizations in facing the new area and challenge 
brought by the globalization. The introduction of the 
e-government in Malaysia is seems to be just right in 
time. However, the implementation needs to 
coordinate change to all three elements of 
government: people, process, and systems. (MAMPU 
1997). As people become among the most important 
element in EG implementation, the effect of EG on 
workers cannot be simply ignored. 
 
This paper reveals that not all services that should be 
available electronically or online in JPJ are now 
available as planned. Even though most of the 
process has been computerized, it can be only 
assessed electronically within the JPJ department and 
it branches and few other agencies, such as post 
offices. There are a lot of constrains, that make most 
of these services unavailable to the publics online. 
Those constrains, such as lack of resources and skills, 
as well as the reluctant to change are already 
foreseeable in the EG blueprint.  
 
The survey also found that most of the staffs are 
actually not aware of the EG implementation in their 
workplace. This could resulted from the lack of 
exposure given to them related to the EG 
implementation. Even if they are aware of its 
availability, some of them do not really understand 
what it means by E government. In term of training, 
only some of them actually received training. Most of 
the respondents who receive training however, felt 
that the training is still not enough.  
 
On the staffs view towards the advantages of EG 
listed in the questionnaires, most of them agreed that 
EG implementation benefit them and their 
organization, such as reducing costs, time and 
workload. Besides, they  also give some valuable 
suggestions in improving EG such as the needs for 
more links to other government agencies, upgrading 
IT and equipments, as well as the need for more 
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